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Job vacancy with a requirement for an online screening 
and selection solution 



Online application 
via company's own 



Recruitment Firm 
applicant database 





Applicant given 

URL for 
assessment via 
email, mail, or in 

person. 52 2 








Candidates direct 

from company 
given URL to apply 



510 Media 
advertisement 
inc URL for job 



New solutions designed and existing 
solutions improved using data from 
data warehouse 
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^Address <^Jc ^Documents and SetfcngsViigal da 



DnWyDo 



20QU9eneraHpaft_2\cscpi_sjiagel ht 



t. What is the highest grade you FINISHED in school? 

i- C 12th grade 
: - <"> 1 year of-collega 
I. O 2or3years ofcollese 
0 Coltege.graduateorhlgher 

t. What were your grades like during your last two years in school? 

• O MosHyA's 

- O-MosSy^-sandB's 

■ G MostlyBS and C's 

■ O'MosttyC's.ahdD's 

■ ' O Mostly DS amtoelow 

. OnajobiWhichtivouldyDugeneralltrprefer? 



irk.bestwhen 1here are ro.interruptioris 



• O Refuses to work a fair share of overtime 

■ O Skips work and doesnUall In 

: O Is a few minutes late almost every day 

• O Takes home some small company property 

■ ©wonts-much slowerthan ottiersonthe job 



r . Whrnvou think dh 



iu to c<o in the nr-ir future, voic 



Fig. 6 




Fig. 7 
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| Customer Contact 


jName: MatyQ Public 


Today's dale 


Recount Numbent225 637 


fAdcfress. ta-E. Pine Avenue 




(Telephone: 1^31 0-545^7878 


joate 




'an.ni:n"oo.hn 


CO.AB.S2 . 


j02H> pnoo l r 


LT.AR.23 . " - - 


183*17/2000 Mar 


©0;'LY,PD,93 . : . - ■ . ';; ■■ .' 


,G1/05f:000Mi, 


CO, AB, LY, 76, 93 


]05(22/2000;May 


LT.AR.45 


toBi 9T2000 June 


CO. PD. 81 - ■ • , ■ ■ .' ." ' ' 


.o7;2inoP3Jiiiy 


CO.AB.CA 


Memo Codes 




Ily . late payment dispute 




untpast due courtesy call 


JAB, account balance inquiry 


]23 ■ unanswered telephone call _ 


|LT : send late payment notice - 


j45 telephone 






mer Change OfaddreSS .;;-.:;/;;:• 


ICO :u;1oner' nil rmke j-sim iiiiSr 






[ r D luslnme mate p i»n=nl in 5 c 


ays: |93 custo 


mer requeste'd supervisor" 



,802 



t What is the total number of requests foraccount balance? 



I MAIL ObluM..: .'I* 1IJN". WM KY 



{stirtmgDate: OGDiaooo__ 



Length of Progranri 



Imimuro required purchase 



Terms for Retailer Cash-back Bo 



6ft days: jLength of pmgranrt 



linirnum required purchase 



Fig. 8 



Interview Guide: 



Customer Service Solutions: Call Center Positions-- Revenue Focus * 



relationships with clients, we arent able to give them everything they 
ask for. Tell me about a time you bad to negotiate a give and-take relationship with a. 
customer.' , '. .... :. !....*.......!.»:..,....,.' 

*k!"~-Z . _ . _ 

Behavior: H^didthelwofyoureachWJBquitanle'fom^^ 
you both get what you wanted"?} 





Customer Service Solutions: Call Center Positions - M ot ivation 



Fig. 9 
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Applicant System 



/I . Aplicant goes to\ 
/ company's website, \ 

goes to company's J— 
\ career section and / 
\. selects a job. / 




/ I. Applicant reads job \ 
/ advertisement then clicks \ 
— I on Apply Here 
\ which is located at the 
\ bottom of the job ad. 



3. Applicant logs onto the 
system a new user. 




4. Applicant views Terms and\ 
Conditions of Use and reads 
their user responsiblities. / 



Screening Solution 

(Applicants apply for a 
job online) 



/ 5. Applicant is directed to the 
/ company's online application process. \_ 
u his typically starts with an application j 



/ 6. All applicants move 
/ seamlessly into the scorable 
I component of the application 
\ process, 




Screening solution is automatically^ 
scored to produce a number of \ 
summary scores and a final score that 
decides if the applicant is suitable or / 
unsuitable. / 



ei. If Pass, applicant receives 
omized message indicating that 
hey have passed and will be 
contacted by the company. 



/ SB. If Fail, applicant receives a customizedX 
/ message indicating that they have not passed] 
I and the next steps as requested by the J 
\ company. / 




Fig. 10 



/ 9. Company has option of \ 
I redirecting the company to any \ 
~1 part of their website through the J 
V system. / 
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Selection Solution 

(Successful applicants 
from the screening 
solution are invited into the 
company's premises for 
further assessment) 



1 0. Company reviews 
Summary Report and 

invites suitable applicants 
into their premises for a 

more indepth assessment. 




1 1 . Applicant is invited into 
company's premises and 
logs onto Selection 
Solution. 




12. Company verifies the 
identity of the applicant 
and authorizes them to 
start the Selection 
Solution. 




13. Applicant starts the 
Selection Solution. 









/ 15. Stage 1 assessments a 
/ scored in realtime so that applicants \_ 
I can be progressed through the 
\ solution or logged out. 



/ 14. Applicant completes they 
—(first scorable component of the] 
V Selection Solution. J 



/ I4A. If PassX 
/Applicant moves\ 
j seamlessly into | 
I the second stage j 
y of the Selection / 

\ Solution. J 



j 16. Applicant \ 
/ completes the second \ 
I component of the J 
V Sele 



y Selection Solution. / 



I 



/ 14B if Fail, Applicant \ 
/ receives a customized \ 

message indicating that 
I they have completed the I 
\ application process. / 



16A If Pass, ApplicantX 
receives a customized \ 
message thanking them J 
for their participation. / 



16B If Fail, 
/ Applicant receives 
I a customized 
I message thanking 
y them for their 
\^ participation. 




/1 7. All applicants exit out\ 
of the system, company j 
^ invites applicants into an J 
y interview if appropriate. / 



3. Realtime scoring, \ 
/ company is able to view \ 
\ applicant's results and J 
\ their rank order. J 



Fig. 11 
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/2. Company inputs the\ 
/ details of the job for which \ 
1 they wish to create a J 
\. solution. J 



M2>. Company selects from\ 
■ft a series of drop down \ 
f "menus the categories that / 
S3 best describe their job. / 



§ Company is presented \ 
i the option of selecting \ 
it components of a solution 
which are suitable for the / 
'peofjob they have). / 



7| 5. Company selects \^ 
_^ components to create a \ 
""solution suitable for their J 



/ 6. Company is provided with \ 
/ a URL and are instructed to add the \ 
I URL to their online job 

\ advertisement under wording such as J 
\ "Apply Online". / 



/ 8. Company selects \ 
/their job from a table of all] 
\ jobs for which they have J 
\ created a solution. / 



/ 9. Company views \ 
/ summary report which \ 
/contains applicant details! 
I such as completed 

application form and the I 
\ details of their results. / 
\ Reports are updated in / 
\ real time. / 



/ 10. Company makes\ 
/decisions such as whether\ 
/ to bring applicants in for a ] 
I selection solution and/qr J 
\ interview based on their / 
\ results. 



Set up a Selection 
Solution 



/ 11. Company invites 
I suitable applicants 
I complete a Selection 
\ Solution. 



/ 12. Company selects\ 
/ their job from a \ 
customized table of all } 
I jobs for which they have J 
\ created a solution. J 



/ 13. Company clicks 
/ URL link within table and 
I applicant log on screen 
V appears, 



14. Company \ 
progresses with \ 
authorizing applicant 
to complete the J 
selection solution./ 



/ Company officialN 
/ goes to the host's ] 
I website and logs on J 
\ as a client 1 



f Company inputs the\ 
/ details of the job for which \ 
1 they wish to create a J 
\^ solution. J 



/ Company selects from\ 
/ a series of drop down \ 
{ menus the categories that J 
\ best describe their job. J 



/ Company is presented 
/ with the option of selecting 

different components of a solution) 
\ (all of which are suitable for the / 
V type of job they have). 



/ Company selects 
/ components to create a 
1 solution suitable for their / 
V job. 



/ 7. Company attaches \ 
I URL to online advertisement ) 
\and awaits applicant to applyJ 



Fig. 12 



/ Company views interviewX 
/ guide and fills out applicant \ 
I scores during structured ) 
\ interview. / 



Company enters applicant 
scores in stack ranked table. 
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